
         

   

 

  

                                                                                                                
                                                                                                                                                                                                             
                                    

                              
                                    
                                    

        

                              
                                 
                                      
                                          
                                              
                                                  
                                                     

                                                                 

   

CLASS 4 FACILITATOR/MEDIATOR GUIDE:  COMPONENTS OF STAFF SUPPORT 

Mediator Analysis: Nonverbal Communication: 
(self-monitoring) 

Personal Space
 Body Posture

                                              Body Movement

     (1.5 – 3 ft) 
(open stance, angle to person, 
(hands visible, palms forward) 
(eye contact, mouth set)        

    (smooth, even, arms relaxed) 

Para Verbal Communication: Tone
 Volume
 Rate of Speech (rhythm)

 BEHAVIOR CONTINUUM

 Relaxed (emotionally available) 

Anxiety or Agitation is Building
 Questioning for Information about a Request 

Questioning to Challenge a Request 
Refusal 

Verbal Venting 
Intimidation (physical/verbal direct threats) 

Tension Reduction 

Relaxed  (emotionally available) 

Behavior Category: Relaxed (rational, able to fully process verbal information) 

Staff Response: best time to review personal plans, goals, choices, practice personal relaxation 
techniques, problem solve, provide unconditional attention and feedback and to help the person learn 
new things. 
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Behavior Category: Anxiety (pacing; hand wringing; lip biting etc) 

Staff Response:  Provide a nonjudgmental supportive presence (acknowledge what is seen, seek/share 
information, actively listen, help solve problem, use Positive Program Reminders, use Self Monitoring Instructions, 
Use humor; Redirect to competing activities 

Behavior Category: Information seeking questions (What? Where? Here? Right Now? Etc) 

Staff Response: Provide Support; give a rational response (answer the question; provide information) 

Behavior Category: Challenging questions (Why don’t you do it? Who made you God? Don’t you 
work for me? etc.) 

Staff Response: Be Supportive; redirect back to the topic (ignore the challenge, but support the person. 
Set Limits if needed (clear, simple, reasonable) 

If / Then format (positive/positive) 
Use Positive Program Reminders 
Use Self-Monitoring Instructions   
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Behavior Category: Refusal (no, not now, not today, in your dreams, I’m not going to, I don’t want to) 

Staff Response: Reassess the Necessity/Urgency of the Request 
Set Limits using If / Then format (positive/positive: offer a choice, 

offer the outcome of that choice) 

Provide direction 

Behavior Category: Verbal Release (venting: yelling, swearing, name calling) 

Staff Response: 	 Listen (stop talking; Allow the person to vent 
Isolate the situation (guide other consumers from the area) 
Guide/invite the venting person from the area 

Behavior Category: Intimidation (actual verbal threat/physical threat) 

Staff Response: 	 Accept the threat seriously (don’t disregard eg: “no you won’t”) 
Increase distance from the threatening person 
Use the environment for protection (walk behind table etc.) 
Get out of the way (it’s OK!) 
Get internal assistance (seek help) 



    
                                            

      

                                            
                                                                                                                       

Behavior Category: Tension Reduction (remorseful, sad, withdrawn, apologetic, tired) 

Staff Response: 	 Briefly Re Establish Communication or Rapport 
Bring Closure to the Issue 


